RFID  tags  set  tor  takeofl  in  the  airline  industry.  Sybase's  CEO:  H-1B  program  benefits  the  U.S. 


iffll 


1  PeopleSoft  Offers  Refunds 
In  Event  of  Oracle  Takeover 


Brain  triggers  rush  of  endorphins  to  help  prevent  panic. - 


Triggers  •:  -  -  \  -  --  -  mand. 


does  business.  And  frankly,  some  of  it  couldn't  be  repeated  in  print.  You've  been  frustrated 

software  licensing.  And,  most  of  all,  you've  been  annoyed  that  no  one's  been  listening  to  any 
of  your  complaints. 


»ll,  we  want  you  to  know  that  we  hear  you,  and  we've  been  doing  everything  we  can  to  change 
5  way  we  do  business  with  you.  Recently,  we've  revolutionized  the  industry  by  being  the  first 
introduce  flexible  licensing  contracts.  With  FlexSelect  Licensing",  you  can  now  get  software 
your  terms,  not  ours.  We  offer  short-term  or  long-term  licensing  agreements,  so  you  can 

m  licensing,  it's  still  available.  And  we  offer  payment  plans  that  fit  the  way  you  work,  not 


Flexible  software  licensing  is  about  choice. 
It's  about  control. 

It's  about  time. 


FlexSelect  Licensing”  Computer  Associates® 


CunTEKTS 

06.23.03 

Smarter  by  the  Hour 

In  the  Management  section:  Time  is 
big  money  at  Intec  Engineering,  which 
posted  a  first-year  ROI  of  133%  from 
knowledge-sharing  system.  Page  41 
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opinions  ONLINE 

6  HP's  adaptive  management 

;  27  Tools  tor  Tough  Times.  Busi- 

veals  that  even  Eclipse  s  sup-  Safeguarding  Your  Networks 

porters  see  its  limits,  and  he  SECURITY:  Paul  V.  Mockapctris.  inventor  of 

62  Frankly  Speaking:  Frank 


HEWS 


BUB  Adaptive  Management’  HPOpenVievi 
Promismg,  but  Years  Off 


Users  applaud  HP  rollout  but  doubt  that  I 
vision  will  become  reality  any  time  soon 
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Delta  to  Test  RFID  Tags  on  Luggage 

Radio-frequency  trial  follows  Wal-Mart  s  ^  a  spends -.imoi 

embrace  of  technology  in  retail  industry  ^ '  I  IS  *, . 


aid  the  30-day  test  will  involve 
lisposable  RFID  tags  that  op- 


se  RFID  tags  on  shipping  pal- 
?ts  by  |anuar>'  2005  l  Quick- 
ink  391811.  Wal-Mart’s  stamp 
f  approval  is  expected  to  spur 
roader  adoption  of  RFID 

ry,  and  analysts  said  Delta's 


Delta  delivers  W„  of  the 100  per  agreed  dm 


AIX  Users  Remain  Unruffled 
By  IBM/SCO  Legal  Scuffle 

Say  licensing  issue  I  IBM  to  rcsolvc  il  " 

isn’t  their  problem  An  AIX  5L  user  is  also  tak- 


unperturbed  even  though  The 
SCO  Group  Inc.  last  week  fol- 


ing  the  not-my-problem  posi- 

affect  us.”  said  the  enterprise 
architecture  manager  for  a  I 
global  food  retailer  who  re-  | 


to  start  worrying  about  the  |  In  March,  Lindon.  Ui 
ongoing  IBM/SCO  legal  fight.  based  SCO  sued  IBM  ft 
The  ads  offer  free  two-day  as-  SI  billion,  alleging  that 


PeopleSoft  Shareholders: 


DON’T  LET  THE  BOARD 
TAKE  AWAY  YOUR  VOTE 


*fcash 


from  Oracle 


□  Uncertain  future  with 
current  management 


Look  what  PeopleSoft  management’s  done  for  you  lately: 


No  Wonder  They 
Don’t  Want  You  to  Vote 


ORACLE 
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EHH  Senator’s  ‘Extreme’  Piracy  UteS? 
9SSSSSL  Remedy  Draws  Criticism 

u*  Hatch  later  softcns  stance  on  destroying  expose  financial  documents  disastrous. 

c_  .1 ...  computers  of  unauthorized  file-sharers  and  rnedicfl  thc  «*-  •••••■ . 


For  those  of  you  who  need  a  little  help  convincing  your  C.E.O.  that 
BEA  is  th|  right  choice  for  your  business,  please  use  this  handy  form. 


Dear 


(YOUR  C.E.O.) 


I  recommend  that  we  use  the 
BEA  WebLogic  Enterprise  Platform 
for  all  future  software  integration. 

While  you  may  not  have  heard  of 
BEA,  they  offer  the  only  platform 
that  is  both  strong  enough  to 
handle  our  mission-critical  projects 
and  is  easier  to  use.  I  acknowledge 
that  I  am  accountable  for  my 
actions,  and  am  fully  prepared  to 
take  the  fall  for  this  decision. 

But  when  this  works,  you  owe 
me  big. 

Sincerely, 


(YOU) 


NEWS 


IT  Execs  Say  Wireless  Isn’t 
Ready  for  Wide  Adoption 


CeBIT  panelists  recognize  its  potential 
but  say  lack  of  maturity'  still  an  obstacle 


retailers,  and  CIO  Chris  Mc^ 
Mahan  said  the  company  uses 
mobile  technologies  within  its 
own  operations  to  help  busi- 

Each  night,  when  all  the 
stores  that  sell  its  products 


the  company  has  had  a  much  technologies.  “The  payback  is  have  closed,  Wireless  Retail 

harder  time  finding  the  right  clearly  there,"  Mueller  said.  uses  a  wireless  system  to  send 

wireless  system  to  help  track  “It’s  just  a  matter  of  finding  a  a  snapshot  of  daily  sales  data 


in  research  and  development 


Securities  Firms  Keep  IT 
Spending  Conservative 


boost  the  efficiency  of  its  pro-  Currently,  the  various  databas- 

duce  costs  is  by  using  Linux  Dennis  Moo  radian,  chair- 

on  blade  servers  that  run  some  man  and  CEO  of  Minneapo- 


Server  blades  engineered  to  work 
across  complex  computing  environments. 


Demand  more  with  HP  ProLiant  server  blades.  Download  IDC's  white  paper,  "Enabling  Business  Agility  Through  Server  Blade  Technology" 
at  www.hp.com/go/proliant55  or  dial  1-877*865-1161  and  mention  code  AAJA. 


Il'iO 


'Mhttirf/immjpcjcom  Key  Code  k778y  •  Call  888-289-APCC x2853  •  Fax  401-788-2797 


i 


You  need  UNIX-level  performance 


V* 


Va.  County’s  IT  Governance 
Approach  Helps  Protect  Budget 


tions  groups  into  a  centralized 
organization  and  created  sepa- 


Spending  to  drop  in  new  fiscal  year,  but  I 
work  on  key  tech  projects  will  continue 


aside  to  continue  a  series  of  IT  for  common  ihr 


both  cooperation  and  compe-  ing.  and  health  services. 


their  own  systems,  a  process  taking  that  approach 
that  led  county  officials  to  rec-  ating  their  spending 

IT  together."  Gibson  said.  the  best-run  public-! 

1995  the  county  set  up  an  IT  Inc.  analyst.  “They  h 
advisory  committee  that  in-  tremely  sharp  peoph 


Fairfax  County’s  IT  Governance  Model 


IT  operations  has  dropped  by 


placed  by  a  new  one  built 


Utility  Computing  Just  Starting 
To  Evolve,  Sun  IT  Exec  Says 


As  vice  president  of  IT  opera -  industry  is  in  its  infancy,  all  of 
tions  at  Sun  Microsystems  Inc..  us  are  right  in  the  way  we’re 

company's  internal  systems  and  it's  going  to  be  up  to  customer 


storage  or  a  1-GHz  CPU. 


n  Sun  doesn’t  have  the  manpower 
i  or  IT  services  track  record  that  ri¬ 
vals  like  IBM  and  HP  do.  How  are 
you  poing  to  compete  against 
them  in  utility  computing?  We  re 


a 
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UNISYS  PRESENTS 


■  ™E  EXPERT 

rvice  man-  A  few  minutes  with  Michele  Hudnall, 

sourcing.  Senior  Research  Analyst, 

*  in  busi-  Meta  Group 

Jniversity. 

Service  Desk  Outsourcing 


>  What  are  the  typical  services  delivered 
through  a  “Service  Desk?”  How  is  it  different 
from  a  Help  Desk? 

I  consider  a  Help  Desk  more  of  a  dispatch  center  where 
employees  take  calls  reactively  as  problems  occur. They  may 
have  some  limited  capabilities  to  resolve  problems,  but  Help 
Desk  staff  are  generally  limited  to  taking  calls  about  some  IT- 
related  error  and  passing  the  information  forward.  In  con¬ 
trast,  a  foil  Service  Desk  receives  calls  from  multiple  methods 
(voice,  electronic/web)  and  takes  calls  on  a  variety  of  things, 
such  as  telecom  and  service  requests  that  go  beyond  the  stan¬ 
dard  "how  to”  support,  as  well  as  IT-related  problems.  Service 
Desk  staff  are  also  more  skilled  and  more  empowered  at 
problem  resolution,  so  they  can  handle  things  on  the  first 
call  more  frequently. 

>  What  are  enterprises  really  looking  for  by 
outsourcing  their  Service  Desk— cost  saving 
or  increased  quality  of  service?  Are  their 
expectations  typically  met? 

re  are  two  facets  here. The  folks  looking  for  only  cost 
ngs  are  generally  outsourcing  a  Help  Desk,  not  a  Service 
k.  Ironically,  such  companies  don't  usually  realize  the  hard 
:  savings  they  want  because  they  fail  to  manage  the  transi- 


>  When  evaluating  sourcing  options,  what  are 
the  key  areas  of  tangible  and  intangible  costs 
that  must  be  considered? 

Generally,  the  key  indicator  to  consider  is  cost  per  call,  becaus 
it  encompasses  a  variety  of  costs,  both  tangible  and  intangible. 
By  watching  how  costs  per  call  trend  over  time  and  comparing 
them  with  Service  Desk  hiring  patterns  as  well  as  desk  activity, 

companies  can  draw  a  number  of  conclusions.  For  example,  the 

biggest  cost  for  any  Help  or  Service  Desk  is  people,  and  the 
challenge  is  to  provide  consistent  services  while  keeping  that 
cost  flat.  Consequently,  many  companies  introduce  automated 
technologies  for  routine  services  that  increase  efficiencies.  This 
should  be  reflected  in  a  lower  cost  per  call. 

I  “The  Service  Desk  is 
helping  the  CIO  make 
better  choices.” 

>  Service  Desk  is  often  viewed  as  a  commod¬ 
ity  service  by  the  lines  of  business  in  an  enter¬ 
prise.  Is  the  Service  Desk  actually  strategic? 

If  a  company's  Service  Desk  is  really  a  Help  Desk,  the  percep- 


La-Z-Bo\  thought 
managing  its  servers 
would  never  be  simple. 

We  put  that  idea  to  rest.  Server  Technology. 

Consulting. 


Dumb  Vendor  Driving 


'"N  CASE  YOU  HAVEN’T  NOTICED,  it’s  getting 
downright  nasty  on  the  information  super¬ 
highway.  We’ve  got  a  pack  of  vendors  careen¬ 
ing  all  over  the  place,  trying  to  force  one  an- 
— other  into  the  breakdown  lane. 


Next  Step 
In  Affordable 
Security 

AS  MORE  PEOPLE  gain 
access  to  your  IT  infra¬ 
structure,  there's  grow- 


COMPUTERWORLD 


Introducing  the  SNIA  Storage  Management  Initiative 

A  letter  from  SNIA  Board  Chairperson  Sheila  Childs 

While  IT  professionals  understand  the  value  that  new  storage  technologies  can  contribute  to  ensuring  the 
success  of  their  business,  they  continue  to  struggle  with  issues  of  manageability,  interoperability  and  cost  that 
keep  them  from  fully  realizing  that  value.  Out  of  necessity,  the  world  of  storage  management  is  changing. 

As  the  volume  and  value  of  data  increase,  so  do  the  requirements  to  manage  this  data  in  a  cost-effective  way. 
IT  professionals  are  no  longer  responsible  merely  for  assuring  the  availability  of  enough  capacity  and  the  recov¬ 
ery  of  data  from  backup  tapes.  Administrators  are  now  expected  to  enable  access  to  information  based  on  any 
number  of  factors  —  ranging  from  an  application’s  need  for  data  according  to  time-variable  criteria,  to  remote 
replication  to  accommodate  the  repurposing  of  data,  to  recovery  of  an  environment  destroyed  by  severe  circum¬ 
stances.  Storage  hardware  and  software  vendors  are  anxious  to  deliver  value-added  functionality  to  assist  with 
these  business  objectives,  but  without  tools  to  perform  appropriate  management  of  the  storage  infrastructure, 
customers  are  struggling  with  how  to  achieve  their  objectives. 

As  you’ll  see  in  the  following  pages,  the  Storage  Networking  Industry  Association  (SNIA)  understands  this 
problem  and  is  addressing  the  needs  of  IT  professionals  with  respect  to  the  management  of  their  storage  envi¬ 
ronment.  Good  work  is  under  way  to  deliver  standards  that  will  enable  vendors  to  bring  interoperable  hard¬ 
ware  and  software  products  to  market  in  ways  that  take  advantage  of  lower-cost  development  practices.  This 
will  enable  the  development  of  better  management  tools  focused  on  high-level  functionality. 

The  Storage  Management  Initiative  (SMI)  detailed  in  this  White  Paper  pulls  together  an  extraordinary 
number  of  resources  led  by  dedicated  teams  of  engineers,  product  managers,  marketing  representatives  and  oth¬ 
ers,  who  are  singularly  focused  on  delivering  a  unified  management  interface  for  storage.  As  you  read  through 
these  pages,  you  will  see  details  of  the  SMI  Specification  (based  on  CIM/WBEM),  you  will  learn  about  interop 

way  to  deliver  on  this  groundbreaking  effort. 

While  change  is  difficult  and  success  doesn’t  happen  overnight,  the  efforts  of  the  individuals  and  companies 

will  generate  for  you  the  same  level  of  excitement  I  feel  when  I  envision  the  changes  to  come,  as  the  SNIA  SMI 
works  toward  the  end  result  of  interoperable,  manageable  storage  networks  delivered  at  a  total  cost  of  owner¬ 
ship  that  companies  can  live  with. 

We  are  pleased  to  present  to  you  the  SNIA  Storage  Management  Initiative. 

Warm  Regards, 

Sheila  Childs 

Chairperson,  SNIA  Board  of  Directors 


Emerging  Standards:  Easing  the 
Complexity  of  Managing  Storage 


Shelter  from  the  Storm 


The  growth  of  information  technology  we  are 
experiencing  is  a  storm  requiring  IT  end 
users  and  vendors  alike  to  seek  shelter  in 
order  to  continue  productive  business  ven¬ 
tures.  The  rapid  rise  of  data  storage  brought  on  by  busi¬ 
ness  expansion  and  the  growth  of  the  Internet  caused  a 
need  for  storage  services  that  was  unimaginable  in  the 
early  1990s,  when  storage  systems  were  direcdy  connected 
to  servers  as  “peripherals’’  and  most  eyes  were  focused  on 
the  need  for  more  computing  power. 


If  11  1 


sense,  yet  the  tools  we  have  today  to 
manage  the  complexity  are  lacking, 
causing  us  to  proceed  cautiously. 
With  better  device  and  applications 
integration,  we  could  put  more  of  our 
storage  on  the  SAN.” 


The  SHU  organizes  storm  relief 


Specification  (SMl-S)  based  on 
CIM/WBEM  technologies  -  the 


Management  (WBEM)  standards 
developed  by  the  Distributed 
Force  (DMTF). 


and  integrators  alike. 

sonable  pricing  practices. 

manager  that  can  be  used  to  prevent 

IT  shops  want  to  treat 

need:  a  foundation  for  manag 

applications'  actions  from  interfering 
with  each  other. 

storage  networks  as 

interoperability,  high  value  an 

The  models  and  protocols  that 

integration  backbones 

platform-independent,  which  means 

that  insulate  them 

in  the  storage  network  to  be  c 
ered  and  controlled  regardl 

applications  can  be  developed  for  any 

from  vendor  lock-in. 

;  manufacturer.  Applications  ut 

platform,  and  enabling  applications 
running  on  different  platforms  can 

— 

SMI-S  will  manage  a  larger  j 
devices  supplied  by  virtual 

nplexity,  you've  got  to  outsmart  it  EMC  Automated  Networked  Storage1, 
prone  tasks  such  as  monitoring  and  provisioning.  Now  you  can  gain 


OUR  SOFTWARE  GIVES  YOU  SOME 
VERY  SMART  CHOICES. 


Did  you  knowthatsomeofour 

BEST  STORAGE  PRODUCTS  COME 
ON  A  DIFFERENT  KIND  OF  DISK? 


Wr 


READERS' LETTERS 


MICHAEL  GARTENBERG 

Microsoft 
Can’t  Stifle 


as  SCO  States  Linux  LngaiCtasn.* 
(XacMJnk  38514],  Tte  U.S.  gown 


Linux  Will  Prevail 


IT  PORTFOLIO  MANAGEMENT:  WHERE  TO  BEGIN? 


A 

5  pacificedge 

GETTING  STARTED... 

Adopting  IT  Portfolio  Management  is  easier  than  you  might  think  - 
and  the  returns  come  quickly 

\ 

Portfolio  Management  is  a  hot  Portfolio  Management  is  now 

it’s  hard  to  know  how  to  start  With  acceptance. 

attacking  related  problems  without  projects  -  intake  and  triage  -  at  a 
exploiting  the  potential  for  synergy.  portfolio  level.  With  the  portfolio  in 
Significant  savings  almost  always  place,  individual  investments  can  be 

hundreds  of  projects  to  manage  and  IT  PORTFOLIO  MANAGEMENT 
resources  already  stretched,  where  will  STEP  BY  STEP 
the  capacity  come  from  to  So  how  does  one  go 

implement  a  new  layer  of  ^  about  implementing  IT 

result-  grouped  into  three  classes  (as  defined 

Office  is  established  to  manage  all  CONTINUES  ON  NEXT  PAGE 

management?  And  be-  Within  three  Portfolio  Management? 

1  sides,  we  already  use  months  of  Ask  any  CIO  who’s  using 

rr’rri;  *»«*»•«** 

thing  with  a  fancy  dash-  Project  Office' from  «it  hardly  matters,  as  long 
board  on  the  hont?  Pacific  Edge  we  were  as  you  da  start.”  The  wel- 

ONLINE  POLL 

1  low  do  \our  plans  H 

and  progress  in  adopting 
1 1  Portfolio  Management 
compare  to  your  peers? 


How  do  you  decide 

And  can  you  be  certain  you're  making  tbe  right  choices 

wasting  at  least  part  of  their  IT  budg- 

■  J 

tiatives  matter.'  They’re  doing  things 
that  have  little  real  value  to  the  busi¬ 
ness.  Duplicating  efforts  across  differ¬ 
ent  teams.  Spending  time  and  money 
on  initiatives  selected  by  guesswork,  1 
incomplete  data  or  politics. 

With  IT  Portfolio  Management 
solutions  from  Pacific  Edge  -  a 
proven  mix  of  technology,  processes 
and  services  -  you  can  be  sure  you’re 
making  the  right  choices.  Our  unique 

Project  A. 

solution  helps  you  make  informed, 
objective  comparisons.  And  smarter. 

which  one  to  choose? 


to  quickly  impact  your  bottom  line? 


Visit  www.paciflcedge.com/cw  or 
call  425-897-8800.  And  start  making 
IT  decisions  that  make  bottom-line 


One  customer  saved  $8.7  million 
using  IT  Portfolio  Management. 
Visit  www.pacificedge.com/cw 
for  a  FREE  WHITE  PAPER 

that  tells  how. 


Project  B. 


pacificedge 


Mercy  Health  to  effectively  utilize  lim- 


And  the  results  come  quickly.  A 
large  oilfield  services  company  saved 
$8.7  million  dollars  by  eliminating 

ing  the  way  projects  are  managed  - 

a  Portfolio  Management  solution 
from  Pacific  Edge  Software. 

Another  convert  to  IT  Portfolio 
Management  -  and  also  a  Pacific  Edge 
customer  -  Ohio-based  Mercy  Health 
Partners,  cut  IT  costs  by  $4  million. 

For  more  information  on  IT  Portfolio  Management 
^  and  its  relevance  to  senior  management,  visit 
WWW.PACIFICEDGE.COM/WEBCAST 
for  complimentary  Webcasts  with  industry  analysts 
and  subject  matter  experts. 


PORTFOLIO  MANAGEMENT  IN  ACTION 


the  need  for  unproved  insight  and  ed  to  take  a  phased 
control  of  its  rapidly  expanding  IT  approach  to  implemen- 
activities.  The  company  established  a  tation.  The  first  task  was 
Project  Management  Office  and  uti-  to  identify  which  were 
lized  Pacific  Edge  Software  to  imple-  the  ‘real’  projects,  and 
ment  formal  project  management  get  them  into  one  data- 
administration  processes  and  develop  base.  This  was  made 


the  data  divisions  of  long-established  The  process  also 
Frank  Russell  Company  and  Mellon  helped  Russell/Mellon  , 

Financial  Corporation.  The  new  com  -  identify  how  incomplete  , 

pany  had  seen  its  IT  budget  grow  dra-  their  existing  project 

matically  in  three  years,  and  Reuter  data  was,  so  the  next 

was  charged  with  establishing  a  step  was  to  gather  the 

improve  control  and  oversight  of  With  that  in  place, 

onetime.  team  could  start  actively  m 

The  IT  department  had  been  man-  their  portfolio  of  projects, 
aging  this  large  portfolio  of  projects  Before  the  establishment 
using  a  combination  of  spreadsheets  Project  Management  Office, 


R.USS ELL/MELLON  ANALYTICAL  SERVICES 

Russell/Mellon  Takes  Control 
of  their  IT  Portfolio 

more  effectively  manage  IT  spending  I  uct  lines  based  on  their  contribution  I  are  tied  to 
and  to  allow  effective  planning  and  to  corporate  business  objectives  vs.  needs  of  the 


•dge  to  provide  a  ment-  Th^  prioritiza-  ects  has  helped  facilitate  more  timely 

te  Enterprise  g  '  tion  process,  and  alloca-  and  accurate  communication  between 

o  Management  The  comtimtim  of  the  tool.  tjon  of  resources  and  product  development,  project  man- 

i.  thg  management  group  and  budget  is  done  quarterly  agement,  IT  and  Senior  Management 

:ll/Mellon  decid-  the  processes  have  been  for  a  six- month  rolling  on  development  priorities  and  status, 

take  a  phased  instrumental  in  helping  to  timeframe.  This  helps  them  focus  on  doing  devel- 

h  to  implemen-  ali  M  RESULTS  opment  work  that  is  better  tied  to  our 


s  increased  understanding  of  the 
irtance  of  planning.  The  Project 
igement  Office  and  the  processes 


trough  the  implemen-  the  benefits.  Soon,  Product  Managers, 
ition  of  Pacific  Edge’s  Projects  Managers  and  Resource 
slution  include:  Managers  will  start  managing  project 

o:  Enterprise  Portfolio  data,  allocating  resources,  forecasting 
has  helped  Russell/  tasks  and  entering  data  themselves 
antly  manage  a  recent  using  Pacific  Edge  Software  solutions, 
s  IT  spending.  It  is  now  Further  down  the  line,  Russell/Mellon 
ow  much  is  being  spent  intends  to  use  the  system  to  gather 


time  initiating  projects.  Reuter  created  a  Russell/Mellon  is  now  going  further:  help  in  the  analysis  of  achieved  bene- 

rd  to  project  request  template,  scheduled  tying  travel  dollars  to  specific  projects.  fits  from  IT  and  product  profitability. 


Digital  rights  management  (DRM)  refers  to  the  con¬ 
trol  and  protection  of  digital  intellectual  property 
(content),  including  documents,  images,  video  and 
audio.  DRM  limits  what  a  user  can  do  with  that 
content  even  when  he  has  possession  of  it. 


The  body  coordinates  639  muscles  to  meet  changing  demand 

§ 


IBM  TotalStorage 


Manages  storage  re  -  :  :emand.  On  demand. 


TECHN0L06Y 


Workforce  management  mixes 
science  and  artto  meet  the  needs 
of  todays  multimedia  contact 
centers.  By  Kym  Gilhooley 


■  million  contacts  from  6.3  mil- 


at  an  alarming  high,  with  some 
tes  placing  it  35%  annually. 


ng  it.  Workforce  manage- 


FastROI 

Another  argument  for  workforce  man- 
software.  workforce  management  sys- 


agement  suite  from  San  Jose-based  As-  timal  service  levels,  and  they  must  do  the  technology  routes  cu 

“There's  an  an  and  science  to  work-  thermore.  they  must  increasingly  they  made  contact  with  t 

force  management.  It’s  about  predict-  schedule  agents  across  a  range  of  real-  tion.  And  by  enabling  ag< 
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Rufo.  Schedulers  are  initially  reluctant 

Contact  Center 

on  one  big  block  of  calls  and  one  block 
of  agents."  says  Brannan.  With  the  new 

and  schedules  for  12  to  20  different 

multiple  skill  sets.  And  for  contact  cen¬ 
ters.  you're  not  fust  forecasting  call 
volume,  but  (also!  e-mail,  Web  chat 

dundant  systems.  Conversely,  they  may 
end  up  adhering  too  strictly  to  auto¬ 
mated  schedules  and  not  be  flexible 
enough  to  meet  employee  needs. 

Workforce 

Expenses 

agent  availability  and  skill  levels. 

The  software  also  enables  Timber-  i 

TECHNOLOGY 


tt- 


TOMMY  PETERSON 


Coping  With  Infoglut 

HE  INTERNET  HAS  BURIED  companies 
under  a  mudslide  of  unstructured  data. 

One  of  the  most  pressing  problems  facing 
IT  is  how  to  turn  all  that  data  that  won’t  fit 
into  rows  and  columns  into  useful  infor- 


If  we  can  cut 
weeks  off  a  proj¬ 
ect  and  help  [a  cus¬ 
tomer]  .  .  get  to  mar¬ 
ket  sooner. .  That's 
the  ultimate  value. 


Products.  People. 
Problems  solved. 

From  servers  to  service,  Dell  has  the  solution. 


REAL-TIME  BUSINESS  ISN’T 
JUST  ABOUT  GETTING 


B8TIBCO 
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Together.  From  one  company. 


MANAGEMENT 


* 
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A  Premier  100  IT  Leader  Is: 

•  An  Innovative  Problem  Solver  Who 
Utilizes  the  Latest  Developments 
In  Technology 

•  An  Effective  Implementer  of  IT 
Strategies 

•  A  Technology  Visionary  Who 
Recognizes  New  Trends  and 
Directions 

•  A  Creative  Thinker  Who  Fosters  a 
Dynamic  Work  Environment 

•  A  Key  Technology  Contributor  to 
Their  Organization 

•  A  Driving  Force  in  Their  Organization 
Who  Introduces  State-Of-The-Art 
Technology 


software 
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0B2  Information  Management  Software 


See  Disparate  data 
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MAHA6EMENT 


PAUL  GLEN 


Big  Benefits  From 
‘Microdeliverables’ 


TOO  OFTEN,  failing  projects  surprise  us. 

How  many  times  have  you  thought  a  proj¬ 
ect  was  going  along  fine  only  to  discover 
when  the  delivery  deadline  drew  near  that 
everyone  on  the  team  was  two  months  be¬ 
hind  schedule?  In  situations  like  that,  you  wonder, 
“How  could  I  have  missed  that  this  project  was  run¬ 
ning  two  months  late?  What  planet  was  I  on  where  it 
appeared  to  be  on  time?” 

Given  that  approximately  three-quarters  of  all  tech¬ 
nical  projects  fail  to  meet  their  schedules,  budgets  or 
feature-set  goals,  you’d  think  we  would  be  better  at 


physical  product  every  few  days.  Then 
you  can  gauge  the  health  of  the  proj¬ 
ect  by  checking  whether  the  microde¬ 
liverables  are  done  or  not.  You  don’t 


: .'i  ibm.com  webspi  1 
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THE  BACK  PA6E 


FRANK  HAYES  ■  FRANKLY  SPEAKING 

Why  Bad  Ideas  Stick 

Ever  notice  how  bad  ideas  just  keep  coming  around?  It 
happened  again  last  Tuesday  at  a  U.S.  Senate  Judiciary 
Committee  hearing  on  online  music  piracy,  where  com¬ 
mittee  chairman  Orrin  Hatch  asked  antipiracy  experts 
about  ways  to  damage  the  computers  of  people  who  ille¬ 
gally  download  files.  When  one  vendor  of  antipiracy  technology 
replied,  “No  one  is  interested  in  destroying  anyone’s  computer,” 
Hatch  interrupted,  “I’m  interested —  If  that’s  the  only  way,  then  I’m 
all  for  destroying  their  machines”  (see  story,  page  10). 

Sound  familiar?  It  should  —  it’s  a  hyperventilated  version  of  last 
summer’s  “license-to-hack”  proposal. 


iENDLABS: 


MANILA 


PARIS 
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The  competition  won't  guarantee  a 
virus  fix  in  two  hours.  Then  again,  they 
don’t  have  Ken  Tanada,  Ph.D. 


TREND 


PC 


LOW  COST. 

NO  COMPROMISE. 


SUN  FIRE"V60X  SERVER: 

>  INTEL  XEON  2.8  GHZ  PROCESSOR 

>  RUNS  SOLARIS"  9  OS  FOR  X86  OR  RED  HAT*  ENTERPRISE  LINUX’  ES 

$2,450. 

SUN  FIRE  V210  SERVER: 

>  RACK-OPTIMIZED,  ULTRASPA RCVSO LARIS  OS 

>  INTEGRATED  WITH  AWARD-WINNING  SUN"  ONE  MIDDLEWARE 

$2,995- 


SUN  STOREDGE"  3310  SCSI  ARRAY: 

>  HIGH-DENSITY,  MODULAR  STORAGE 

>  HIGH  AVAILABILITY  CONFIGURATIONS 


$6,995. 


SUN  FIRE  BlOO  BLADE  SERVER: 

>  ULTRASPARC  OR  X8G  PROCESSOR 

>  RUNS  SOLARIS  8,  9,  OR  RED  HAT  ENTERPRISE  LINUX  ES* 


W  $1,795. 

THE  LOW  COST  MOVE  IS  ON 


